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PENGARUH KUALITAS PELAYANAN, DAN SERVICESCAPE TERHADAP
KEPUASAN PELANGGAN PADA HOTEL PROLIMAN KUDUS
EKA KHARISMA AKBAR
NIM. 2012-11-142
Fenomena pada objek penelitian bahwa Hotel Proliman Kudus mempunyai
lahan parkir yang kurang luas, masih perlu peningkatan kemampuan pegawai guna
meningkatkan kepuasan pelanggan. Penelitian ini bertujuan untuk menguji pengaruh
kualitas pelayanan dan servicescape terhadap kepuasan pelanggan baik secara parsial
maupun secara berganda.
Pengumpulan datanya menggunakan kuesioner. Sumber datanya berupa data
primer yang merupakan hasil penyebaran angket sebanyak 70 orang sebagai sampel
penelitian, dan data sekunder tentang gambaran mengenai obyek penelitian Hotel
Proliman Kudus. Pengolahan data menggunakan scoring, editing, tabulasi, proses
input ke komputer statistik berupa: Regresi Berganda, serta uji kuesioner dengan
validitas dan reliabilitas.
Kesimpulan yang diambil dari hasil analisis adalah ada pengaruh signifikan
kualitas pelayanan dan servicescape terhadap kepuasan pelanggan, sehingga
hipotesis  (H1, H2) diterima. Ada pengaruh signifikan kualitas pelayanan dan
servicescape terhadap kepuasan pelanggan, sehingga hipotesis  (H1, H2) diterima.




THE INFLUENCE OF SERVICE QUALITY, AND CUSTOMER SATISFACTION
AGAINST SERVICESCAPE ON PROLIMAN KUDUS HOTEL
EKA KHARISMA AKBAR
NIM. 2012-11-142
Research on the object of the phenomenon that the Proliman Kudus Hotel
has a parking area is less extensive, still need to increase the ability of employees to
improve customer satisfaction. This research aims to test the influence of the quality
of service and customer satisfaction against the servicescape either partially or in
multiple.
The collection of data using questionnaires. The source of the data in the
form of primary data that is the result of the spread of the now as many as 70 people
as research samples, and secondary data about the overview of the research object of
the Proliman Kudus Hotel. Data processing using scoring, editing, tabulating,
process the input to the computer statistics such as: Multiple Regression, as well as
testing the questionnaire with validity and reliability.
The conclusion drawn from the results of the analysis are there significant
influence the quality of service and customer satisfaction against the servicescape, so
the hypothesis (H1, H2) are accepted. There is a significant influence on the quality
of service and customer satisfaction against the servicescape, so the hypothesis (H1,
H2) are accepted.













BAB I.  PENDAHULUAN  .....................................................................
1.1.  Latar Belakang .......................................................................
1.2.  Ruang Lingkup ........................................................................
1.3.  Perumusan Masalah  ...............................................................
1.4.  Tujuan Penelitian ....................................................................
1.5.  Kegunaan Penelitian ................................................................
BAB II. TINJAUAN PUSTAKA ............................................................
2.1. Kualitas Pelayanan...................................................................
2.1.1. Pengertian Kualitas Pelayanan ....................................
2.1.2. Dimensi-Dimensi Kualitas Pelayanan .........................






























2.3.1. Pengertian Kepuasan Pelanggan .................................
2.3.2. Manfaat Kepuasan Pelanggan......................................
2.3.3. Faktor-Faktor yang Mempengaruhi Kepuasan
Pelanggan......................................................................
2.3.4. Metode Pengukuran Kepuasan Pelanggan ...................
2.3.5. Indikator Kepuasan Pelanggan ...................................
2.4. Keterkaitan Antar Variabel .....................................................
2.5. Tinjauan Penelitian Terdahulu ................................................
2.6. Kerangka Teoritis ....................................................................
2.7. Hipotesis ..................................................................................
BAB. III. METODE PENELITIAN ..........................................................
3.1. Rancangan Penelitian ...............................................................
3.2. Variabel Penelitian ...................................................................
3.3. Jenis dan Sumber Data ............................................................
3.4.  Populasi dan Sampel ..............................................................
3.5.  Metode Pengumpulan Data .....................................................
3.6. Pengolahan Data  ....................................................................
3.7. Uji Instrumen Data ..................................................................

























BAB IV. HASIL DAN PEMBAHASAN....................................................
4.1. Gambaran Umum Obyek Penelitian ........................................
4.1.1. Gambaran Umum Hotel Proliman Kudus ....................
4.1.2. Visi dan Misi Hotel Proliman Kudus ...........................
4.1.3. Struktur Organisasi ................... ..................................
4.2. Penyajian Data .........................................................................
4.2.1. Identitas Responden .....................................................
4.2.2. Deskriptif Variabel Penelitian ......................................
4.3. Analisis Data ...........................................................................
4.4. Pembahasan ..............................................................................
BAB V. KESIMPULAN DAN SARAN......................................................
5.1.  Kesimpulan  ............................................................................


































Tabel Z (penentuan sampel) ................................................
Hasil Perhitungan Validitas Variabel Kualitas Pelayanan ...
Hasil Perhitungan Validitas Variabel Servicescape..............
Hasil Perhitungan Validitas Variabel Kepuasan Pelanggan.
Hasil Pengujian Reliabilitas .................................................
Pengelompokan Responden Berdasarkan Usia ....................
Pengelompokan Responden Berdasarkan Jenis Kelamin .....
Pengelompokan Responden Berdasarkan Pekerjaan ............
Frekuensi Variabel Kualitas Pelayanan ................................
Frekuensi Variabel Servicescape...........................................
Frekuensi Variabel Kepuasan Pelanggan ..............................
Definisi Variabel ...................................................................
Hasil Analisis Berganda .......................................................
Hasil Analisis Parsial ............................................................
Halaman
35
38
39
40
41
52
53
53
54
55
57
58
59
60
xiii
12
Gambar 2.1.
DAFTAR GAMBAR
Gambar Kerangka Pikir......................................................
Halaman
27
xiv
